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Woodcock, 9arry Edward 
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Lewis, Stephen Dale 

THE EFFECT OF WORD PROCESSING ON BUSINESS 
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:.i A SURVEY OF WRITTEN (/QltfTMUNICATiON FLOW: 
\ 'BETWEEN ADMINlSTRATORSffA^ FACULTY AT LANEY\ , / 

coiiiMUNitY College jit^peralta district ; 

/ Order No. 773 1H1 

BROWN, .Gat he rm^Larfe,^d.p prigham Young University, . 
1977. 105pp, pHairmaii: k^nt G. Steph ^ 

The puj^ose of tliis study wa« to determine the effective- *; 
n^s^flfkiaminlstratiyC; communication flow concerned with in- 

tMKreiating to problems of the community^ college rules, 
^e^^ilatlonsian*d new proce'dures'through the regular, routine / 
, ' at Laney Community College in Peralta 

District in California during the fall sj^^ester,* 1976-77. 
: / ■ The pie thodology provided for nhr^^^ using the Epl- . 

sbdic Cdmmuiiication Channels in .Organisations' (ECCO) Anal- 
■ ysis, a tiechnique used to idfintffy tife flow of iitfol-mation in or- 
/ ganizatlbns^ Survey one '^(ueasurttcl. faculty knowle,dge about 
/ declining enrollment wl|h 68 percept of the respohtUng fatuity 
' ' ■ . indicating all or some . knowledge of the probleini. Survey^tN»(b 
- measured. faculty knowledge about the grade agreemef(t forms 
and incomplete gra'df directive with 56 percent of rfe^pondin^ 
faculty indicating alf or some knov^Jedge of. the problem. Sur^' 
. yey thr^e nieasured-faculty knowledge about grading policy 
\f chajige with 85 percent of responcling^faculty indicating'all or 
. . 9ome knowledjje of the problem. 



COMMUNICATION BETWEEN LEGISLATORS AND UNIVER- 
SITY ADMINISTRATORS: AN ANALYSIS PERCEPTIONS 
ON/ SELECTED' ISSUES , Ortjer No. 7817^31 o 



BUSTA, Joseph Frank, Jr., Ph.D. The Uiiiversity of Flpi ida, 
1978. iSOj^p. Chairnfian: James L. Wattenbaxgier 

' The purpose ol this study wa^ to test th)fc. applicability ol. 
^ theoretical propbsition Si derived fronijthe )5cholarly literature 
on the comniunipiition^procefs between legislators Vuid univ^r- 
' sity or state uni^i^ersity system administrators. Specifically, 
the focus of the study was on those . in the State of Florida and 
was designed to determine: (a) whether a communication pro- 
cess existed; (b) the nature of the ptoc^ss; and (c) the role 
relationships among the principal Characters involved in,the 
- process. The study also provided general information arid spe- 
■ ciai insights concernfng the iiflost significant legislative issues 
affecting the State University System of Florida during the 1977 
Florida Legislative Session. 

The field portion of the study was conducted in four steps. 
The Jirst'two stepS included the development of a preliminary 
; /polling instrument which was then administered to 25 leading , 

.legislative, state go verjiment ajnd State University Systeni of 
^ Florida officials to determine the three' rnosl significant issue? 
addressed by the 1977 Legislature ajid affect^ing the State Uni- 
versity System of.FIorida. The develbpnient of a detailed com- 
^ muniQation interview guide w^s step three. The last step con- * 
isisted of in-depth interviews with seventeen people who were v 
•.determinecrto be ^principal characters in the three fpsues 
: studied. ~ . , t r 

Data were aiv^y zed by issue to determine whether or not 
'/ there waa a hl^or low level JOf perceptual consensus concern- 
ing/each QueKion. These measures of consensus were then, 
: used to test Iwo se^s of alternative hypotheses. ; 

Thfe majoVjjii&ings of this study were: . . 

i>7 I. In the first issue it was determined that there was a high 
• d^^t^e of consensus that information was cornmunicated back 
any forth and a^high degree of consensus that communication 
existed. The data also supported that there was an accurate 
mutual understanding o/ perceive<l role relationships and a high 
degree of successful communication on the issue. 

2. In tl/e second issue it waa^determined that there was a 
•high degrifee of consensus that information was communicated 
back andfforth and a high degree of consensus that communica- 
tion existed. The data also supported that although there was 

ERLC ? • ; - ^ 



a high degree or mutual understanding of perpeivied rble^, reia- .; 
t ion ships am9rig;those involved in. the issue there waja a, low die-' 
gree of successful communication. . ;1 : 

3i lft the thif d issue it was thereiwaii a.lpw 

degree of consensus that information was communicated bacK 
and fprth'and a low degree of consensus that comniiuriicsition / 

V existedv The data also supported that there w^s ^ accurate 
.^mutual understanding of perceived role relationships , and, a high 
.'degree pf^ successful cDmrauriication on the issue. \. 

4. The data supported that conlriiunication in general, be-; 
'tween legialators and State University System administratprV,. ' * 
could be improved through increased personal contact and im- 
proved personal relationships. \ # 

The results of this study lead.tp the general, assumption that 
the theoretical propositions, in the literature concerning the cri- 
teria necessary for the existence. of communication and for' the 
occurrence of successful communication ai:e applicaiile^o the ■/ 
Communication process between legislators and state[bnlyV8ity 
administrators. These theories should help universit^ and leg- 
islative personnel understand the-ihgredients necessary to make 
successful communications and build a solid commuAication 
process. These understandings are especially important if / 

, legislators and administrators are to live up to their; mandated 
responsibilities to make soli(J decisions on issues .aff ecting the 
quality of public higher education and in tiirri the citizens th4y 

^erve^ ' ' , j '.. ■ ' ' . / ; /. . . . 

*\Further research is recommended to determine: (a) hoy^ to , 
improve a communication process; (b), ho^y legislator 6 ahd uril-'. 
vei'sity administrators can improve their personal communica- 
tion skills; <c) how negative perceptions of individuals can be ' 
reversed; and (d) Whether legislative issues with budget impli- 
cations dominate other :ssueS'wHich hava little cr no fisc^: 
impacts \ ■ * ; : , ' . 



A STUDY OF COMMUNICATION SYSTEMS ANDATAsk/ 
. RATIONAL PERCEPTIONS IN OPERATING ORGAlk^feA'-i ■ 
TIONS. • J ; : . , * Order lio;:;78i7515^/ 

ELIONS, WiUiam David, Ph.D. Southern Illinois Unlizersity 
at Carboridale, 1978. 134pp. Major Professor: /EdM^rd L. 
McGlone . ■; - r ^ • • 

A number of laboratory and field studiies have helped, to 
e-larify some of the main factors that cbuld be eniployed ef- 
fectively by management to achieve better organisational co- 
ordination and efficiency. Research based on tlie formulations , 
of Bavelas, as reported by him and other author^ in/ 1948, 1950, 
1951, and 1968, supports the notion' of the high relevance of ; 

"communication netwo^-k operation to the task accomplishing ; 

^bility of \yorking groups. It has been sho^vn also that the con- 
ceptualizations of tasks with which individuals are confronted, , 
when they are working in task-oriented groups, seem to affect ' 
the way Information is communicated among the group. This,- 

' in turn, affects^^e nature of the coriimunlcation networks that 
develop.. AdcfiT^nal studies have provided ample fiVjldfence that 
^ the types of communication networks tha^ do dflflMtefect or-f 
ganizations' abilities to deal \yith very s^ecific^lBcs and to 
adapt to varying task demands. As the question of liidividual 
group members* functions ii^this process v^s pursued" by mpre 
researchers, the i'^iclor of role development aiia-diirferentiation 
was discovered a^^a concomitant of net\vork deVe^^^ and 
operation. Thuk, conceptualizations of tasks andl role differ- 
entiation as perceived by group members are significant fac-. 
tors In determining the operSltiori of commimication systems 
and therefore the task accomplishing abilities of organizations. 

Conducted in this context, the purpose of this study was to 
validate prior laboratory and preliminary field studi^ by car- 
rying the implications^thGi- Hndii^^ ito an hivestifcitlon of 
two organizatioiis^^^feartleia. It was ^ eopzed that, being mo- 
tivated through to achieve competence, groups situated 
in organizations .should perceive differentiated communication 
sysfefms with respect to different tasks with, which tfik^ir 
gfpup is confronted. Three specific research quest ioi\s were 
formulated: / ' \^ 



. 1. Is clarity of group accoiiipllshment objectives for dlf- . 
ferent tasks related to communicative behavior regarding those 
1 tasis ani on g • gr oup . member s ? 

2. Is the perception of cliWerentiation of functional roles 
related to communicative behavior regarding different laisks 
among group members? a 

■ 3; Are the previous findings, based on laboratory research, 
8uppo|fted by, the opinions and behayiors of.j^roup members in 
actual or^iJsatlons? - 

: These questions were tested through a combination of 
' interviews and questionnaires administered to members of . 
middle -management groups situated in two very similar hos- 
.pltal oipganizations/ Clarity of the perception of task accom- 
plishment objectives, the perception of differentiation of func- 
tiobal roled and, the connectedness, consistency, and stability 
ot conummication systems related to five task areas for each 
^roup were assessed. Correlation coefficients were calcu- 
lated between the results of each of the measures. Coeffi- ^ 
cienks equal to or exceeding .50 were considered significant. 

Based on the results, it was found that no cfonsistent rela- 
tionship between^perceptions of tasks and role differentiation 
Bhd the perceived operation of the communication systems was 
demonstrated. A factor extant in previous studies and this 
study wliich niay not have been thorougjhly accounted for was 
the information processing requirements, of the tasks as per^ 
celved by group members. It is suggested that this factor may 
account for tjhe Inconsistency in the flnclings of this and pre- 
vious studies. ' 

A more subjective interpretation of the data Indicated that 
characteristics of communication, systems may be affected by 
top manageibent's. interpretation of the; group's general envi- 
ronments. Special task requirer&6nts Imposed by top manage- 
ment may affect the general frequ/Bijicy of communicative conr 
tact and/pr the degree of agreem^|it ialx>ut frequencies of 
communicative contact among the ^roufp members regarding 
different tasks. Theoretical Ijjlteiaturb relevant to the envi- 
ronment-task activity -comm^ication system relationship sup- 
ports this possibility. Further Istiidiejs will be required to deal 
with this possibility effectively. / 



THE EFFECTS OF DEPiRTMENTAi. SIZE ON FACULTY 
PERCEPTIONS OF COMMUNIC'ATION EFFECTIVJENESS 
AND PARTICIPATION IN DECISION -MAKING <^ 

HUR, Ben Seunghwa; Ph.D. 
The University of Iowa, 1977 

Supervisor: Assoc. Prof. Duane D. Anderson?^ 

■ ^Organizational effectiveness has been tli^coiic^rn of soci- , 
plokists, psychologists, business managex^Ijand educationists. 
Effectiveness has been traditionally nieasjured in such dimen- 
sions as satisfaction, productivity, luxnoyer stn3^bsenteeism.: 
•*■ As Barnard (193ft) noted, human commuirtcatioTT is essential 
to the achievement of organizational ef/ectiveness. It was the 
purpiose of this study to investicjate fajculty perceptions regard- 
ing Communication effeictiveness an^Kparticipatioh in decisipn- 
niaking. Thus, this study examines th^ effectiveness of vertical 
as well\as horizontal communication ainong the academics:, 
faculty members and administrators. 

In eJcamining communication effectiveness and participation 
in decision-making, a survey questionnaire >yas employed to 
collect data. from faculty members at the college nf liberal arts 
at a largefWfTdw^stern university. The data was collected from 
a total sample population of 625 faculty members at the col- 
lege, and was analyzed by chi-square statistics. 

Not only\was departmental size as^an independent variable 
used to investigate communication effectiveness and participa- 
tion in dec4f^bn-making, but also seven communication clian- 
nels (for cora!^unication effectiveness) and six issues of aca- 
demic governance (for participation in decision-making) were 
'employed, Respectively. The seven communication channels 
Q : Ictters/^ocumenls, memoranda, bulletin boards, meet- 



ings, face -to-f ace interactions, telephone conversations/ and 
grapevine. The six governing issues were: initial faculty, se- 
lect ion, faculty pro motion/tenure, faculty}, salary, curricula 
revisions, student' admission requirements, and budget planning.. 
; The major findings suggested that regardless of deparlnterttal 
size, face-to-face interaction was perceived as thejiiost effec? 
live communication channel in both the vertical and horizontal 
flow of messac^. flowever; conversely, bullelih boards and. 
gf apt vine we/e regarded as ineffective chaimelsin both' yer- 
. tical and lateral conimuhication. " ■ ' 

With regard t;0 academic governing issues, initial faculty 
Appointment and curricular changes were considered s.ignifir . . 
cantly important by facuUiJ members in both current: and de/-' 
sired level of particvipation. Secondly, faculty promotion/ ' . 
tenure along with student admission requirci|t(enls Wore conr 
ceivod as.conjiiaratively important at both leyels.-'^ow^ver, 
faculty salary and budget pliuining were issues \y,hich faculty 
niemhf>rs, at th« current but not desired le^ql of participation 
*iii df?cision 'nAakinfj. reported minimal involven)ent. 

Therefore, the best effective communication in both ver- 
tical as well as^hori^pntal communication can be achieved via •. 
face-to^-face interactions, where-4ea^ble. ^ Whereas, use o^ /■* 
buUotii\ boards ajjid grajievine to attain mxximum com^nunica-V ? 
tion is not recommended regardless of vertical and lateral 
communication. Order No. 77-28,470, 202 pages. . ; 
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AN EXPERIMENTAI< STU0Y.OF MESSAQE -RESPONSE IN i: 
SUPERIOR r-SUBORDINATEi COMI\4uNICATION 

/ Order No. 7803241:: 

ijABLIN, Fredric Mark,^I»Urdue University, 1977. 270pp. 
Major Professor: W. Charles Redding 

This investigation was a field experiment analyzing rela- 
tionships among "openQess" of superior -subordinate cOmnjiu- 
/icatlon, and attitudes toward five basic types of message- 
responses occurring In a dyad: confirmation, disagreement, . 
accedence, repudiation and disconfirmation. i. Further, the re- 
search assessed relationships^involving perceived ''climate*' 
of openness, supervisory -leadership style, satisfaction with 
supervision, perceived organizational control system, and or-- 
ganiz at tonal "political" environment. } 

The study was conducted with 385 -subordinates from all 
levels, of the' organizational hieAirchies in seven different com- 
panies in Indiana. All subjects were administered paper- 
and-pencil jq[uestionnaires, a^d viewed one of ten experimental ^ 
videotapes. These tapes contained a superior-subordinate 
interaction in which a male subordinate initiated a dyadic^om- ^ 
munication episode v)ith his male superior. The. script was ^ 
written to provide that the subordinate's remarks were a.lways 
''unfavorable* — in one condition, unfavorable to the superior; 
In the other cdndition unfavorable to the subordinate, (himself).* 
The superior's response T<r the subordinate was experimentally 
manipulated to be one of five tynes: (1) confirming, (2) di^r 
agreeing, (3) acceding, (4) repudiating, or (5) disconfirmlng. 

A questionnaire was administeredK^o subjects in .conjunc- 
tion with viewing the videotapes. A ''stop -action* technique 
was employed. Ss indicated Q£&licted and preferred, superior 
and subordinate Tispbnses, prior to viewing^and hearing them, 
on the videotape. . ' 

Tests of hypotheses indicated that regardless of percejfrod 
climate of "opei^ness* of communication, subordinates prefer 
to recQlve from superiors commuiiicative responses \yhlch ^e, 
in descending rank -order: confirming, disagreeing, accedins^^: 
repudiating.and discoitfirming.- Subordinates who perceived 
either an "open* or "closed^^'cllmate of communication be- • 
tween themselves and'^fReir, superior predicted that a superior 
would r6spon,d to an unfavorable message froni^ subordinate 
more often with a confirming or disagreeing response, than 
with an acceding, or repudiating, or disconfirmlng response. 
Moreover, disconfirmlng responses from a superior we^ per- 
ceived as inappropriate when compared to other kinds of re- 
sponses. 
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Further, Bubor'dinateB who perceived either an "open" or 
•closed* climate. of communication between themselves and 
their superior, predicted that a subordinate wou^ri respond to 
a superior's message with either a confirming or disagreeing 
riesponse, more' often than with an .acceding, or repudiating, or 
disconflrmlng response. Results also revealed a positive cor- 
relation between a subordinate's satisfaction with his/her su- 
pervisor and. hi;3/her perception of the openness.of communi- 
cation in the relatlpn ship. «' 

Answers to three research questions suggest that; (1) there 
is an interaction between the object (superior or subordinate) 
of a, subordinate's unfayprable message and his superior's (as 
well as his own) subsequent message-responses; (2>percep- 
tiohs of open communication bet^yeen superior and subordinate' 
do riot appear to vary as a function of "organic" versus *'mecha- 
nli^c'' control systems; and (3) perceptions of open commu- 
' hicatlon between subordinate and superior do vary, as a func- • 
tlon of the "political" environment of the organization (and more 
specUically, the political behavior of the superior). r 

The over -all results of this study supptort the notion that 
openness of communication between superiors and subordinates 
is a multldimerjsionai coifstruct, one which Is contingent upon 
nuAierous; message -response -alternatives. Upon perceptions' of 
organizational and communication ''climate," as well as upon . 
individual dlfferencesv between organizational members.'' 



A STUDY OF THE RELATIONSHIP BETWEEN ORGANIZA- 
TIONAL COMMUNICATION •J^ND WORKER PERFORMANCE 
- • Order No. 7805391 

. ^ \ ' 

JENKINS, Kenneth Melvin, D.B.A. .Arizona State Unfversltj^, 
1^77. 174pp. . 

A field survey of 238 Avorkers in six manufacturing and 
service organizations in the Southwest was 'conducted to deter- 
mine ii the first-line supervisor's communicative effective- 
ness, using formal channels of communication, has a positive 
iriipact upon a Worker's performance. The Roberts and O'Reilly 
organizational communication questionnaire and a Funk and ' 
Becker test were used to assess the status of seven communi- 
cation and job knowledge variables. 

The independent variables cl^osen as sampling parameters 
« were perceived trust, perceived influence, perceived accuracy, 
and desire for interaction, while perceived frequency and 
amount of formal communications was chosen as thtf moderat- 
ing variable. The intervening variable was worker knowledge 
of job content and job context. The dependent variable, worker 
performance, was measured using four dimensions: quantity, 
quality, net performance (quantity minus performance quality), 
. and absenteeism. It was hypothesized that there were positive 
relationships between the Independent, intervening, moderating, 
and dependent variables. The relatkjw^ips wdre tested using 
Pearson product- monient correlati-on coefficients and mod- 
erated regression. / 

The research data contained justification for regarding 
some of the independent, rtio^erating, and intervening variables, 
as being related to the dependent variable, worker performance. 
The result s^aliggest that a supervisor's. communicative effeo- 
tlveneds (kah^ve an Impact upon worker performance; how- 
ever, organizational communication Is complex and multivari- 
ate In nature. Additional research is needed to determine all 
of the factors affecting the organizational communication pro- 
- cess. 



: FACTORS PERCEIVED TO FACILITATE COMMUNICA- 
TION BETWEEN SUPERINTENDENTS AND ASSISTANT : 
SUPERINTENDENTS . i ."^ 

KASHANI, :Bljan Hojat, Ph.D. University of SouthemfXTallf or- 
nla, 1978. Chairman; Professor Murdy " 

Purpose . The pur{iose of this shidy was to analyze the ^* 
problem of communication between superintendents aijd their 
assistants with a view^to Improving communication between 
them. ; •. ^ 

H Procedure . The research deslgiT employed. a twofold ap- 
proach to the problem: (1) a ^dy of related literature in com- 
munications, and (2) a survey designed to obtain the informa- 
tion essential to recognition of effective and ineffechve factors 
and techniques used among superintendents and their assistants. 
The Survey Instrument was designed. on the basis of the data 
collected by these two methods. The Instrument^ a five-page 
questionnaire, was sent to 238 superintendents and assistant 
superintendents in 119 California unified school districts with 
an enrollment of 5,000 or more. The resultant data were an&,- 
lyzed In terAtis oMrequency of response, percentage of re- 
sponse, difference In mean and Chi square. The statistical 
procedures were based on programs in the Statistical Package 
for Social Sciences (SPSS). The level of significance was set 
^ at p * .05. . -1- /• 

■ Selected findings .* All findings were categorized under six 
main topics as follows: I. Effective communication charac- s 
terlstlcs: \a) message Is direct ai^ istraightforward, (B) mes- 
sSLge is clear, (C) message contain^ complete information, 

(D) communication is received with sufficient advance notice, 

(E) purpose of communication is staged. II. Effective commu- 
nication and personal relations: (A) administrator attempts to 
communicate and keep staff informed, (p) administr^or 

is fair and objective, (C) administrator Is Interested and shows 
interest in others,- (D) administrator understands the other 
person's views, (E) administrator entourages worthwhile 
Ideas.' III. Ineffective (Communication characteristic: (A) in- 
formation is unclear- and meaning is obscure, (B) communi- 
cation is too- wordy, (C) important information Is not em- 
phasized, (D) Incomplete [information is conveyed, (E) message 
creates unnecessary anxiety. IV. Ineffective ^communication 

{and pei^sonal relations: (A) administrator fails to share Ideas 

^d philosophy, ^B) administrator is uninformed or fails 
to understand., (C) administrator coramoni^ates- before he 
has ail the facts, (D) administrator Is generally un receptive 
to Ideas, (E) administrator is disorganized and fails'to plan 
ahead. V. Rank order In verbal gommunication techniques: 
(A) personal informal chat, (B) conference or appointment, 
(C) meeting, (D) telephone conversation. VI. Written commu- 
nication techniques: (A) note, (B) personal letter, (C) official 
report, (D) memorandtmt, (E) bulletin, (F) newsletter. 

Selected conclusions . (1) Communication is fundamental to 
a good Interpersonal relationship in almost every conceivable 
human endeavor. (2) It is very important for a good adinlnls- 

Q^toT to keep in close touch with his subordinates and avoid 
any complex hierarchical channels. (3) Ambiguities and def^ 
ciencies in purpose and content of communication create an 
undesjirable situation in interpersor >! and organizational com- 
munication. (4) Face-to-face. and two-way communication Is 
preferred by both groups. (5) Aij ineffective communication Is 
characterized by excessive length of messageSinappropriate ' 
timi'ng, and omission of important facts, and jcreates anxiety 
and fear. (0) Decisiveness and precision are essential to effec- 
tive communication with subordinate^. (7)^Written techniques 
are^important in building a formal communication and cannot 
be eliminated or even limited to a very narrow scope. 

Recommendations . It is recommended that; (1) Studies be 
conducted in smairer school districts to determine whether s 
factors of effe'cHve communication differ irom tho^e found in 
this study for larg«pr districts; (2) studies be conducted on mi 
factors of communication than the five discussed here; 
(3) a communication program be designed for all districts at 
adl ackninistrative levels and monitored for effectiveness; 

l4) a survey be conducted to determine whether current meth- 
ods of communication are effective; (5) an office be established 




under direct control of the superintendent to evaluat^ communir 
cation* eUectiven ess in ^1 educational departments and make 
appropriate recommendations for improvement. * 

(Copies available from Micro^aphics Department, Doheiiy 
Library; use, Los Angole^. CA 90007.) . ^ ..• . 
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Problem of the Study 

The problem of this study was to determine the relationship 
of changes in business letter writing-in organizations utilizing 
word processing to selected characteristics of the organization, 

Procedures 

A. two-part questionnaire was deve'loped to survey word i^o-L 
ceasing center supervisors and word processing users. The^f^ 
population for the study consisted of irldividuals Bmployed^fe^y 
organizations with word processing centers that were in^uded 
in the mailing list of a word processing magazine. A total of« 
1,000 qu^stioiia^res were mailed with no follow-up mailings, . 
and 320 queslir)nn''.ires were returnee' Usable. 

Word processing center supervisors supplied demographic 
information as well as data on business letter styles within their 
organization. Word processing users provided information on 
the percentage of use for various busine^ letter origination 
methods before and after implementation of word processing. 

The dat^ collected were analyzed by computer using Pearson 
Product Moment Coefficient of Correlation, one-way analysis of 
variance, and^.tests for independent samples. 

Results and Conclusions 

The following conclusions are based on the filndings of the 
study: 1. Personal handwriting was the'mt)st papular business 
' letter origination method used prior io word processing account- 
ing for approximately 46 percent of all letters w^tten. Direct 
telephone dictation to word processing centers was used to the 
gr^test extent after word processing implementation accounting 
for about 38.5 percent of the letters. Personal handwriting was 
used for 25:75 percent of the letters originated after the imple- 
mentation of word processing. 2. A majority 'of the business 
^letters originated were typed by the word pro cess in-g center.. 
Regardless of the origination method utilized, the mean per- 
centage of letters typed by word processing centers was approxi- 
mately 85 percent. 3. Direct telephone dictation to a word pro-, 
cessing center Was used to originate busines's letteis^ [o a greater 
extent in large organizations (250 or. more administrative em- 
ployees) than in^ediuiy (25-i<9 administrative employees) or 
small (1-24 administrative employees) organizafrijons, 4. Geo- 
graphic lopation of the organization had no significant effect on 
th^ business letter origination method utilized. 5. Direct teli^- , 
phone dictation to a word processing center was used to a * 
greater extent to originate business letters in organizations 
where the word processing center \vas centralized rather than 
departmen^ized. 6. Business letter-writers in organizations 
that offered' in-serviciL training in-aictation techniques origi- 
ated more of their lefter/qy direct telephone dictation to a 
word processing center t'hli/ did letter writers in organizations 
where in-service trainingyWas not available. 7. Business letter 
writers in brganiaiftions thai have dev^lo^iec! word processing 
user manuals' originated a greater perSfenfage of their letters 
by direct telephone dictation to 'a word processing center than 
did letter writers ii^^ganizations that had not developed user 
manuals. ^ Busin^l^etter writers who had received training 
in dictation techni$ies originated more of their^letters by direct 
telephone dictation to a word processing. center than letter 
writers who had not received training. Conversely, business 
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letter originators who have not had training.in dictation tech- 
niques used piersonal handwriting and personal typewriting to * 
a greater extent than writers who had training. 9. Business 
letter writers used significantly more form letters after th^ 
implemwuation of word processing;. 10. Business letter styles 

■ used in word processing centers were not dependent upon the 
size of the organization.. 11. The most popular letter style In 
word processing centers was the full -block style (approximately 
49 percent)Tfcnowed by modified-blpck, modified-block with 
indented paragraphs, and AMS Simplified. 12. 'Geographic lo- . 
cation of the business had little or no effect oh business letter 
styles used in word processing centers. 13. Word processing* 
center users believed that the quality (overall appeiarance, spell- 
ing, grammar, punctuation) of ^'heir business letters improved 
after they implefJfftAted worjci processing. 14. 'Business letter 
Writers typically originated more business letters after tfley 
began using word, processing. 15. Business letter . writers be- .. 
lieved that word processing wa^ a faster origination method 

* than the traditional mettiods used before word processing was 
implemented./ 16. Convenience was listed most often by word 
processing users as the greatest^advantage of word l^rdcessing. 
17; Slower turnaround time was given m<3st often as the gi'eatest 
disadvantage of using word processing. 



A RULES-BASED APPROACH TO COMMUNICATION 
WITHIN A FORMAL ORGANIZATION: THEORY AND 
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O'BRIEN, Charlene Edna, Ph.D. "University of Massachusetts, 
1978. -227pp. Director: Vernon E. Cronen 

This study Introduces a new model for^the analysis and . 
evaluation of organizational communication. The model con- 
tains these postulatas; * ■■ 

1. Organizations develop a socially constructed ai^ichetype 
that defin^ the collectivity of perceptions and experiences for 
organization members. ' 

2. The organizationSfl^rchetype evolves and is elaborated / 
r into rulbs that define how specific behaviors take on meaning / 

In that organization. j . ' " / 

. 3. The rules for articulat^g behavior evolve from the / " 
archetype and are the unique constructions oP particular otj- 
ganlzatlons and vary from one kind of episode to another. / 

4. Rule confdrmlty or nonconformity has Important im- 
pact for the evaluation of company members. / 

Much of this study was addressed to^the problem of/oper- 
atlonalizlng this set of |)ostulates into a research protocol. In 
overview, the results support the utility of the rule -based 
model advanced. / . ' 

To study- this problem scientifically required a/model that 
focuses on the un^^ue social understandings which evolve in an ' 
organization for the assignment of meaning to. speech acts and / 
for coordinating co'nimunlcation behavior Where conjoint ac- ^ 
tlon is required/" . / ' ■ ' 

This study hais successfufly combined fi^lcl and laboratory 
pesearch methods, and addressed the problehi of studying vari- 
ables in the context of their ehviron/nent.yinforiM?tion was col- 
lected In theu field to create the Instruments to be uged In the 
Laboratory, study. Constructs were notyimposed on the respon- 
dents In this study, on the contrary, they provided their coUec- 
■ tive meaning In defining wha#succes^anc| promotablllly were 
all about In their organization. Theij Ihforniatlon provided 
the t>asis for creating^the scales arid dialogues to be used In' 
the study. By using the field resc^i*ch techniques foi: gatlf- 
erlng d^ta for the experiment, the problem of imposing Inap- 
propriate Instruments ia avoided, as welf^s the problejna as- 
sociated with generalizabllity from the lab to the field. T^e" 
methodology used al'sp eliminated the ^problem of studying iso- 
lated variables that do not lake iniq Jiccount the cultural en- 
vironment or the total system. The concepts* of promotablllty , 
sftid success was determined at one level of abstraction and 
tested at another. The study determined what company mem- 
bers said ^was important in regard to promotablllty and "then 
tested what that meant In terms of specific behaviors in a task 



and social episode. The rule-based model for.studylng orga* 
nlxatlcmal commimlcation allo*ws for studying cdHcipts at two 
levols of abstraction ^nd simultaneously. 

Jn Summary, this study lends support for the rules -based ^ 
model for Interpersonal communication within organizations*. 
There is evidence as a resfult of this study .that the archetype 
of an organization can be determined, and that the archetype 
lofi^promotabllity ^established rules w^lch penalize or reward^ 
certain commurdcatiye behaviors in task and social episodes'. 
Thisatttdy provides evidence that females do perceive task 
and social episodes differently from men, and secondly, that 
there is a different criteria used to evaluate managers and 
subordinates as well as male and fb'niale managers. Further- 
more, It was found that the sex of the company member inter- 
acted in definite patterns In evaluating male and female man- 
agers. Men and w6men perceive the informal rules differently 
from each other, and they also apply them to male and female 
managers d|fferei\t)y. Another finding Indicates that effective- 
ness and promotabllity are perceived on a construct with penal- 
ties for violating the rules In a task episode at one end and with 
rewards for following the rules in a social episode at the other 
end. ^ This stu^y demonstrates that specific behayiors in this 
organlzatljin a re» perceived positively or negatively depending 
upon the kind of episode enacted, the sex of the observer, the 
sex of the manager, and whether or j\oVthe informal rules of 
the archetype are observed or viola tecl. 



ORGANI2LATIONAL EFFECTIVENESS IN BIOMEDICAL 
COMMtJMCATIONS SYSTElWS Order No. 7808714 

POSTON, William Roger, H, Ed.D. West Virginia University, 
1977. 117pp. 

•' ■ ' . 

This study Is ai^ analysis of the efficiency and effectiveness 
of Biomedical Communications Departments within Total 
Health Care Educational Centers, The concern Is the analysis 
of th^.relatlonship*bet>^een the measures of efficiency and ef- 
fectiveness, variations in an organization's operational units, 
and the number, classificatiofffa^d function of employees. 

The saiftple is drawn frflun the ilfty- three medical centers 
located in the United State^and Canada which are Total Health 
Care Education Centers. Ea^lnstitutlon was surveyed by a 
questionnaire pertaiuAng to si»%peciflc areas: l)^structure, 
2) decl'sloiy making,' 3) personnel, 4) efficiency, 5) effective^ 
ness, and 6) finance.^ \ 

. The major research assumptions are tAat'an organiza- 
tion's efficiency and ^Uoci^^ness can be determined by the 
"Structure of the organization and the specraLlzatlon of the per- 
sonnel within that organization. Effectiveness and efficiency 
aoe also examined by determining If the centralization or de- 
ce;itrallzatlon of decision -making has any effect on the orga- 
nization- Another area of study Is the budgetary structure. 
The percentage of funding by the parent institution is also 
studied to determine If productivity, efficiency, and effective- 
ness ar&lnHuencedJby the amount of funds allocated to the or- 
ganization. ■ * ' 

Biomedical Communications systems are production ^ga-* 
nfzatlons and the most common form of organizational stfuc-» 
t\re en>ployed by 'a production organizatlon^is the tine-staff 
organisation. Ten of the organizations responding employ* the 
line-staff structure, six employ the matrix design, and pne ^ ^ 
employs a combination line-staff and matrix design. This im- 
plementation of the line-staff sftructure allows for greater 
functional departmentatlon. Thirteen organizations are de-' 
partmenlalized, of whlcl^ eleven are further subdepartmental - 
Ized. , X 

The departmentatlon occvurs by function or product Incor- 
porating greater spe(?iallzatlon. Over the past five years hir- 
ing ti'ends have been toward specialization and feroxvth has dc- 
curred in all areas of ^Biomedical Communications. » 



The delegation of authority dM declslon-maklhg determines 
the degree of decentralization omrentrallzatlon of an organiza- 
tion. Personnel and budget decisions are made almost exclu- 
. gively at the. director's level of plpmedical Communications 
, organizations. Personnel decisions are made by directors at 
fourteen Institutions and budget decisions are also made at 
the director level at fovlfieen institutions. 

The number of triads necessary to complete a unit otwork 
indicates both the economic and technical efficiency of the or- 
ganization. The number of trials necessary to complete a 
unit of Wor^ is conslstantly low in the Biomedical Com muni ri* 
cations systems. The averages for the three basic units j^ec 
Medical Illustration, 1.15; Medical Photjjgraphy, 1.31; aii'd 
Medical Television, 1.1. 

Effectiveness Is measured by acceptable rates'of. work by 
both supervisors and clients, and repeat requests ^or services 
by the'^clientele. Such acceptance rates. were very high: su- 
pervisorsy 85% to 100%; internal clientele, W^to 100%; and 
external clientele, 90^to 100%. The repeatVequest rates for 
ser\nices range from 75% to 100%. 

^ This study t;learly demonstrates the factoiis which are In- 
evitably Inherent In an effective, efficient proauctlon organiza- 
tion. Blame dlcq^l Commtinlcations systems generally enriploy 
the line-staff form of organization which altows\ for formaliza- 
tion of speclalized-structures and a greater cenif^alization'of 
authority and decision-making. 

. The structu/e of Biomedical Communications Systems ap- 
parently follows 'the classical model of organlzaftrpn. The 
authority structure Is well defined, extremely centralized, and 
^^delegates authority at its discretion. The components of the 
Biomedical Communications systems are departmentalized and 
fvurther subdepartn>entalized in ordep to affect greater func- 
tional specialization. The employees are task oriented and 
highly specialized within the^disciplines of the commi\nica- 
tlo,ns technology. 

^ The org^izations are both effective and efficient by defini- 
tion of the literature. Perhaps the most poignant example of 
this effectiveness Is the high rates of acceptance of seryices 
and return clientele. - f 



organizational communication: the relationships 
Between information potential and biographiqal 

CHARACTERISTICS, CHANNE]^ ANdSoURCE^USAGE, INI 
VATIVENESS, AND PERFORMANCE F^R FACULTY MEM-! 
BERS AT SELECTED TWO-YEAR COLLEjjES IN TEXAS 

-Order No, 781772 

•fAYL^ James Lynn, Ph.D. Thfe University of Texas at Aus- 
tin, 1978. 339pp. Supervisor: John E. Roueche ' 

' The purposes of this exploratory study were to develop a 
body of knowledg;c concerning the*lnformatlon potential of fat- 
uity members witl\ln, community colleges that would' allow those 
responsible for administering these Institutionsf^to better under-, 
stand a^d utilize this.p|)tent4al and to determine if Infprmatioi^ 
potential was related'lo either Innovatlveness or performance. 

The faculty members of three community collegeis were 
surveyed by ijuestlonnalre. Additional Information was gathered 
by dbseryatlons and interviews. 

Three types of professional information had been defin^ 
for community cqJ leges. Preliminary interviews supported the 
usefulness of both the definitions and the names applied for 
this study: orglnizatlonal/pollcy infer niation, subject matter/ 
content information, and methodology/technology Information. * 
Faculty members* inforjnation piitentiaifor ^ch iy^e of i^or* 
matlon was determined sociometrlcally by having the faculty 
Members naVne their colleagues as likely Purees ofJnforma- 
iiop. • 

Qjrosstabulational and correlational tests fpr relationships 
between, each form of information pQtentlal ind selected bio- 
graphical variables., chaimel and source usage variables^ inno- 
vatlveness, imd performance were performed. 



While tjie method used for testing, the us6 of control vari- 
abletf, and the type of Information 'studies altered the strengftk 
of the evidence knd the strength of the relationships, the data 
indicated that the tljreo types of information potential were 
monomof phic and Uiat information potential was related to: 

1. select^ Biographical variables, i.e., supervisory status, 
experience, education, and sex; 

2« selected channel and source usage variables. I.e., inter- 
personal channel usage, Impeifsonal channel usage, inteirrial 
source usage, external source' usage, diversity of internal » 
sources, diversity of personal external sources,' diversity of 
professional journals, and diversity of non-prof esslQhal peri- 
odicals; 

3. Innovativeness arid performance, particulai;^ peer judg- 
ments of thc^ \ai tables. ^ ' . 
Follow-up Interviews showed that faculty perceptions of the 
mshl]^ agreed with the findings of the data analysis. The 
folgir-upyintervlews also suggested that^ther varlaWes — ap- 
pro^chabi£kty, wlUljigness to respond, not exacting an emotional 
price for the information, proximity, ^d "keeping iap" -7 may 
be related to Information potential in the cominunl^ college 
setting. 
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WALKER, Harold Ijloyd* Ph.D. The University of Texas at 
, Austin, 1978. iSSpp. Supervisor: Donald W. Zacharlas ^ 



It Is doubtful If an organization has ev^r mounted a per- 
suasive campaign of such extent, duration, or intensity on a 
given issue as the one undertaken by the American Medical As- 
soclation^in its attempt to prevent compulsory national health 
insurance legislation^ Physicians watched with concern as'Otto 
Bismarck, pressured by socialist electoral gains,, instituted 
compulsory health insurance in Ge^rmany in 1893, beginning 
Jtrend that included most of feurope and Englartd by 1913. Health 
Insurance* was a plank in the Bull Moose platform for Theodore 
'Roosevelt's unsuccessful 1912 Presidential race. Th*e Amer- ^ 
lean Association for Labor" Lejglslatlon (AALL) submitted the 
Model Bill, a health insurance package f^r the indigent,' In 1915. ^ 
Pro-insu^nce forces expected legislation supporting their view 
no later than 1917. By 1920 the anticipated le^slation had not 
materialized and a turnAround in insurance^rospects was evi-n 

^ dent. This reversal was capped by a resolution adopted at the 
1920 AMA's 71st session that stated uj)equivocably the opposi- 
tion of organized medicine to any form of compulsory health 
insurance. This resolution expressed a-^onviction defended by 
the AMA for the next 45 years. ^ ' . 

There was some sentiment for health insurance in yie 
Franklin Roosevelt Presidency. But any serious threat posed 
to the AMA po'sitlon was defused by World War n. In lj948 
Harry Truman's, platform contained a compulsory health in- -^^ 

/ surAnce planl^and he presented a^health plan to Congress in 

1949. This crisis f<^r the AMA provoked their supi*eme ^fc|^t 
'.at molding American public' opinion^ Compful^gry health iffstJr- ^ 
ance was defeated. It lay fairly dormant during the Eisenhower 
years only to be revived by both Nixon and Kennedy in 1960. 
Bresldent Johnson secured passage of the King-Anderson Bill 
(Medicare) In 1965<^ ^ 

The persuasive efforts of physicians Included use of their 
ethos wlt*ijpatlents and th^ubllc. DcHctors gave speeches-, dis- 
tributed printed material, and carried on inte^rpersonal com- 
munication with patients, legislators, and editors. OrgaiTlza- 
tlonai endorsements were secured, 2000 in 1949 alone. Media 
usag^nibraced direct mall, pamphlets, posters, newspaper 
advertls^g, press releases, radio, and some television. Prl- 

« .mary dependence was upon print media, particularly pamphlets 
and news^pers. s ^ \ 
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four maj^r factors contributed to the lengthy for^stallpaent 
of some form of compulsory health insurance: 1) two major ' 
wsirs; .2) lack of enthusiasm for compulsory health insurance 
by ihat large segment of the public covered by voluntary plans; 
3) the competent effort of the Whltaker-Baxter public relation^ 
firm from 1949-1951 hi dlrecthig the" AMA defeat of the Tnr- 
man health plan; and 4) the undue concern of the pro-lnsur- 
*ance forceps over the years* with generating health Insurance 
' instead of increasing doctor supply. _ 
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As professional educational associations have developed^ 
V\ey iirve created an envlpdnmept in which bet h formal and 
non-formal organljsations^ar^stablished to respond to xeal 
and perceived needs. The liiter cultural Communications Net- 
work (often referred to as ICN or the Net\vor^) was created 
. andiunded to assist the National Association for Foreign Stu- 
dent Affairs (NAFSA) and the Bureau of Educational and Cul- 
> tural Affairs. of the United States Department of»State (CUf 
to further develop the conceptvof Intercultural communications 
and to devise maj/erial^ and trainln&^echnlques for profes- 
sional educatoranvho work in therffeld of International educa- 
tion- / 
^The purpos^ o? this study wasr to examine^ the Network in * 
order to develop a historical account and to examine the rela- 
tionship of other organizatlpns with which the Netvjork Inter- 
acted. These pther organizations served as. funding sources, 
supporters, and users of the services of the Network. 

The NetWork completed its final grant on June 30, 1977. 
If this study had not been conducted at this parti CMlar time, in- 
valuable historical information would have been'^permanently 
lost. 

As a result of preliminary discussions with representa- 
tives of the Net^vork, NAFSA, anct Cl[, individuals were Idenr 
tified who were Icnowledgable aboQt certain aspects of the de- 
.velopment of the Network, l^hese discussions also confirmed- 
the existence and availability of reports, corresp^dence, 
proposals, newsletters, and committee reports essential to the 
study. ' " ( / 

. Several visits were made to Washington, P..C. and Pitts- 
burgh to gather Data and conduct initial interviews. Appoint- 
ments were then made In Northern NewfJiersey, Central and 
Western Pennsylvania, New York City, Cz^lifornia and Louisiana. 

Even though 1970 is the officially stated date for the be- 
g^innlng of the Network, the first uses,of intercuUural communi- 
cations concepts and, workshops (called ICW*s) can be traced 
to 1965. Byji968, the concept of "networking" or bringing 
together individuals interested in inter^ultural communications 
began to take form. In 1974^ the Network completely separated 
from Its parent organlzation,'"the Regional Council for Inter- 
• national Education at the UkiverSity of Pittsburgh- 

As the decisions were reached to terminate funding for the , 
Network, a chain of events was set off to integrate its expertise 
/^Into the NAFSA organization. 

The representatives or members of NAF^A, CU and the' 
Society for Intercultural Education Training AkI ^es^arch . ... 
^(SIETAR)^t -various periods in the evolution of the NjBtwork 
played supporter and detractor roles. The reason for their 
differing reactions i^arjed from d is coBifort 'with the lack ^f 
clarity about the concepts developed to feelings that the Net- 
wo^-k itself waB not th/ most effective vehicle to continue the 
development ^ tRe field, ^ *• ^ 

NAFSA, asNjtie major source of funding for/t he Network, was 
itself al^ developing ^ts own maturity as a-funding agedcy and 
' had difficulty dealing with the rather large grant for the Net- 
work (when compared with all other gratits it wasoadminis- 
teriitg)^ ' f 



9 The recommendations section of the study. was divided be- 
tween: 1. Recomrj^endations which would help a profession^ ^ 
association examine its own policies and*pr^ctices in order'to ^ 
most f ully beAef it from/ its. funding activities; and 2. Recom- * 
meq^bitions for. grant recipients or potential recipieqit^ of funds 

' from associations, in order to maximize th^ir funding or con- 
tinued funding opportuhitves, and to develop and. maintain sup- 
port for their concepts, services, or programs within the ' 
association, r ' * \ 
; • • • ^ 
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WOODCOCK, Barry Edwai'd, Ed.D. 
MempWs State University, 1977 

Major Professor: Ch;\rles E. Rcigel ' 

This- study was :in :itt'.Mii})t to cieig^^'. r:iir.e ^.:h M';K:it'i iiiic' oral 
and writtOMiifousinc'ss cQjnjujuiuciitiqii pi-Ohlfins of'^scu'Ctcd ninn- 
as^^^i^ial" trabfioe.s^in tho McAi^his-^^hclby County, Tennessee 
\irea and to doterniiiif wlu'thcvrUhc^ pi'oi)l'eiiis dr'flncd by t^iese 
trainees were tlioso rec'oyjii^^ccSby tin* socret.n'vyand iv.infpdiato 
supervisor of tht* trainee. The study" Vv';is dcsi|^r.»"^d to d^'Coniiine 
the de»;ree nf agre.ciiunt <ii i'wv rar.kini^s uw iu ot)lt'ni,;a't'ai5*. 
- to. measure ihe degree of cxpi-eyted opmiuns, an'd jo df ici-irine 
if the relatior.sliip of the exi.>i'( ."-r^ ^^'d e-pinion^ vas iiilirr tlr.in 
chance .imoiu'. mt* ivn.»i!i'S iiuul^^i a ;:i J^^isim^^s c< ':;.:Liunr.r;uiun 
activities. ' ^ . ' 

Q-^sort was used in this study as a means of de^^^mining the 
most eJiaracteristic, oral jind written !>us1nes.s ccniiiramicati^n 
problems of selected niaiiai^erial ti-aiireqs. Fii'W Q-isort itenjb, 
representing oral and written business conSniunicatiftn prob- 
, lems> v;ere iii^ed in the study. The population consisted of 57 

nianaj^erial trainee.<J :iiui ef^'h trainee's secretary and immq'di- 
' ate supervisor. * . 

TheiV were three principal findings, ^'irst/'lettcr^t^^^ memos^ 
and card s\p resented tlie most difficulty lo^ianaijer^ tv'ainci? 
The conctusmii is, therefore, that wi*iting prt'^ctice co 
to be an are^^i^of concern arid importance. , Second, "oraf presen- 
tations'" was the only problem area listed as one of the most 
characteristic of fiTanagerial trainees t^y each of the thrfee^ » 
g^roups. Therefot^p, it Recommended that nToi:^class lime 
be devoted to oral communication. Third, the ^act thai there 
was no significant apreoment by any oCthe groups, involved in 
h.ustnes8 communiciitio(i activities concerning the mo^t charac- 
^teristic business communj^tation prob^etris would seem to indi- 
cate that business communication -problems are niore related 
to the individual than to 4ny certain group. 
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Copies of the dissertations jna^ be obtained' by addressing 
yoQr -rieq^fest- to':"'' 



I ' University Microfilms International 
" 300 l^orth Zeeb Road . ^ ' \ 

Ann ^A;;^bor, -Michigan 48106 . * 

or^by telephoning, (toll-free) 1-800-521-3042 
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